The factors that affect success are different than those of other sectors in the customer relationship management sector. Employees are the main components of CRM. Thus the factors that affect the success of the employees are the main factors of CRM.
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Choosing the most suitable region to establish a call center to employ the right agents plays a key role in achieving the best performance for a call center. In Turkey, the call centers started to move to Anatolia, from large cities. Bank call centers in particular moved to Anatolia.
Anatolian bank call centers are expected to provide worse service and the attraction of investing in Anatolia is expected to be the advantage of cost. Some banks did not establish a location in Anatolia to keep the reputation of their brands. On the other hand there was no proof of worse service among Anatolian bank call centers.
Criteria for Better CRM
Compensations, especially salaries, seem like an important criterion. On the other hand, call center industry salaries have consistently been low when compared to other industries within Ireland; although they speak more languages, non-Irish-born call center employees make less than Irish-born employees; and having a bachelor's or master's degree does not considerably increase salary levels within the Irish call center industry (Jobs, Burris and Butler, 2007). It is obvious that level of education is not an important factor for better service in the CRM sector. Education level might only increase expectation levels and reduce employee loyalty.
The behavioral dimensions of CRM effectiveness identify the need for a tool that focuses on the behavioral dimensions for measuring CRM effectiveness (Jain, Jain and Dhar, 2003) . Therefore, the behaviours of employees are very important for CRM. Brand loyalty can be maintained by employees.
Application of the technologies involved in call center operations can play a key role in accessing more customers, and in providing better quality services, especially where additional or extended services become available (Walker and Craig-Lees, 1998). Generally, customers expect the service to work properly and they can become angry with technological problems (Bennington, Cummane and Conn, 2000) . During these kind of problems, the customer representatives can interact with the customers to truly preserve the satisfaction of customers or to convince the customer to call later. But as it is defined in agency theory, it is not possible to monitor agents all the time. As a result, the ability and the intentions of the agents also play a key role, not only in customer satisfaction, but also in using new technologies.
Technologies are not useful unless they are used efficiently by the agents. Therefore, behavioral dimensions are the most important. High salaries may not always be the right compensations to increase the motivations of employees. Sometimes there is no compensation to meet the expectations of employees.
Behavioral Dimensions
Behavioral dimensions are defined by ten factors that include: attitude, understanding of expectations, quality perceptions, reliability, communication, customization, recognition, keeping promises, satisfaction audit and retention (Oztaysi, Sezgin and Ozok, 2011). The performance of employees is strictly correlated with these ten factors. The additional value which is created by the employees is very important for the sectors which almost have no chance to differentiate their products, just as in the banking sector.
Besides these factors, the absorptive capability for a firm's learning and innovation is important for the development of corporations (Cohen and Levinthal, 1990 ). Absorptive capacity is of critical importance to innovative capabilities and knowledge absorption and can be a source of competitive advantage (Liao et al, 2009) . The idea of a balanced score card takes this factor as learning and growth (Kaplan & Norton, 1992). The knowledge absorption capability of employees can also be counted among the behavioral dimensions.
A firm's combinative capabilities involve the synthesis and application of current and acquired knowledge (Kogut and Zander, 1992) . Application capabilities especially determine the level of the firm's knowledge and absorptive capacity (Van den Bosch, Volberda and De Boer, 1999). The application of exploring and acquiring knowledge is as critical as the application of using existing knowledge. At this point, the capabilities and the loyalty of employees carry great importance.
Behavioral dimensions can be affected by the trials of increasing motivation. Compensations can be used to increase motivation, but the loyalty of agents cannot be created easily. Under high stress, ignorance will appear among agents who are not loyal. The opinions of employees are affected by their external environment. For example, if the call center is located in a region where the call centers are accepted as a temporary working place, then the customer representatives will not be loyal .
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Impacts of Location on Bank Call Center Services: The Case of Turkey due to the prejudices of the community of the region. On the other hand, call centers which are located in regions where the call centers are accepted as reputable corporations will be able to find loyal employees easily. The management of the behaviours of employees will not be difficult for these call centers because of the positive expectations of the employees.
Selecting a Location
Since organization culture is commonly cited as a major obstacle to knowledge sharing, efforts should be made to explore the contingency factors that influence the design of a firm's organizational mechanisms in order to identify how the practices and factors in developing these mechanisms differ across companies and might be considered contingency factors (Hall, 2007) . Contingency factors that influence the firm's organizational mechanisms have been underemphasized (Chou, 2011). The organization culture must be appropriate for the culture of the region where the call center is located.
The location of the call centers have a great impact on the capabilities of the call centers. The natives of the region should be open to learning and should be loyal to the company. The daily life of the natives of the region is very important for location selection, because stress is the main factor that affects the performance of employees in a call center. Regions with less stress in daily life should be preferred by call center companies.
Call center companies started to locate in Anatolian cities instead of large cities. Large cities have issues like traffic jams, high prices and high criminal rates, which increase the stress levels of the people living in these cities. On the other hand, Anatolian cities have better conditions. The people living in these cities are more indulgent. They can spend more time on learning as they spend less time in traffic. Government incentives have encouraged corporations to locate their call centers in Anatolian cities. At the same time, these new locations provided better CRM service to customers. The employees are more loyal to the company and try to increase the reputations of their corporations.
Comparison Methodolody
SERVQUAL was used to prepare the questionnaires and the five components were determined as tangibles, assurance, relability, responsiveness and empathy (Parasuraman and Zeithaml, 1988) . Four questions were used to measure tangibility, 3 questions were used to measure assurance, 6 questions were used to measure reliability, 4 questions were used to measure reponsiveness and 9 questions were used to measure empathy.
One hundred questionnaires were used to learn the opinions of the consumers. Fifty-six of these questionanires were answered by the customers of the banks without Anatolian call centers and 44 of these questionnaires were answered by the customers of the other Turkish banks.
The evaluations of the participants were done by using 39 questions. After factor analysis, 13 of these questions were removed to keep 5 components. The banks with Anatolian call centers show better performance in each component.
The Cronbach's Alpha value of the results is 0,960 and the KMO value is 0,894. The results are compared by using an independent sample t test and it was seen that the service of the banks with Anatolian call centers is better than that of the others. The means of the answers of the customers of banks with Anatolian call centers range between 3,36 and 4,09. On the other hand, the means of the answers of the other bank customers range between 2,80 and 3,29. As the results of the banks with Anatolian call centers were better on each question, no more tests were necessary.
Observation Methodology
Simple questionnaires were used to observe the reasons for the better service of Anatolian bank call centers. One hundred and four semi-structured interviews were used for evaluation. Fifty of the participants are employees of Anatolian bank call centers and 54 of the participants are the employees of bank call centers which are located in big cities.
The education level of the employees are almost the same, with two more bachelor's degree holders in Anatolian bank call centers, 13 to 11. Forty-seven people live with their families, and nine are married in the Anatolian bank call center group. None are considering changing his/her home. On the other hand, 32 people live with their families and 3 are married in the other group. Twenty-eight of these people want to leave home for better conditions or a better house.
The results on amount of time spent in traffic are astonishing. Ten people claim that they walk home, 23 people claim that they spend less than 1 hour in traffic daily, while the rest claim that they stay in traffic between 1-2 hours within the Anatolian bank call center group. No one stays more than 2 hours in traffic. The other group has no-one who is able to reach home by walking and able to reach home in less than 1 hour. Only 4 people can reach home in 2 hours, and 34 people can reach home in 2-3 hours, 10 people can reach home in 3-4 hours, 4 people can reach in 4-5 hours and 2 people announced that they spend more than 5 hours in traffic jams daily.
At the Anatolian bank call centers, 45 people are satisfied with their job, 44 people are happy with their colleagues, 45 people are happy with their managers, none want to change their company, while only 8 want to change their jobs. At the other bank call centers 20 people are satisfied with their jobs, 6 people are happy with their colleagues, 24 people are happy with their managers, 41 want to change their companies and 52 want to change their jobs.
Findings
With the help of semi-structured interviews, the comments of the participants are also used for more observations. The first set of information given by the Anatolian bank call center employees was about the culture of the region. The behavioral patterns of the Anatolian people have a basis in traditional respect. The culture of the Anatolian people is mostly based on respect. As a result of this mentality, disrespect of anyone can be punished. The fear of getting punished, together with respectful behaviours toward other people arise a regular and more secure daily life.
The second set of information given by the Anatolian bank call center employees is loyalty to the company. The concept of "respect for one's employer" also provides stronger employee loyalty. They use the Turkish idiom of "ekmek vermek" which can be translated as "giving bread" when they talk about their company. In Turkey, it is customary to say instead of "the company has 40 employees" that "the company is giving bread to 40 people". The employees mostly use the same phrase: "our company is giving bread to us". Employing somebody is accepted as a holy thing, because the employee might be able to look after his or her family with the salary and compensations.
Humble Anatolian culture also reduces expectations. The employees of Anatolian call centers have low expectations. They expect to get a low salary, getting promoted is not a must and premiums related to performance is like a special gift to them. Some of them do not have lunch for 8 hours and use only about 10 minutes of breaks for toilet needs. These people spend the remaining 25 minutes necessary to reach the minimum level of 35 minutes by sitting in front of their computer and checking their transactions.
The poor job opportunities in Anatolia increases the motivation of employees in Anatolia. For example, in Sivas, where the call center of the Garanti Bank is located, there is no other company and job opportunity. The only opportunity might be the Sivas Cumhuriyet University, which provides very few job opportunities due to its very low turnover rates. The expectations of the employees are also affected by poor job opportunities and high employee loyalty in Anatolia.
The brands of banks are reputable anywhere in Turkey, but employees can think of getting transferred to another bank in a large city. In Anatolia this chance does not exist, but they do think of getting transferred to a branch. On the other hand, working in a reputable company is a non-financial compensation for the employees of Anatolian call centers. The employees of the large city call centers are mostly seeking a better company to apply to and the brand of their bank is not compensation for them.
The employees at large city call centers are more arrogant and less satisfied. They mostly think that they deserve a better job, even though they are not qualified. Increases in salary or premiums do not work; instead these kind of increases seem to increase the expectations of the employees. Getting promoted is the main concern at large city call center employees.
The large city bank call center employees lodge complaints about mobbing. Their social relations are weak and the relationships between the employees are very limited. No one goes for a dinner or a visit to the house of a colleague and only two people have gone out for a drink. Mobbing can be anticipated if the loneliness of the employees are observed for these reasons. An employee has explained that the reason for his loneliness was the common behaviours of his team. He had the best performance on his team and his team was not speaking to him. Some members of the team were even yelling at him whenever they found a reason.
Mobbing is unknown at the Anatolian call centers. The employees already know each other and their families also know each other. Their relationships are friendlier and more than half of the participants have connections 
